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HOW TO USE THE HOUSING PLAN

Key Principle:  The Housing Plan is a tool designed to coordinate activities between door 
agencies. This helps guide conversations when working to support persons independently 
exit homelessness or prevent them from entering the Homeless Serving System of Care. This 
will assist work in finding housing, eviction prevention, assessing and tracking referrals to 
community resources. If all door agencies are utilizing a similar tool individuals will not need 
to re-tell their story, and a Housing Strategist will be able to follow-up on existing referrals or 
identified action steps.

Inform the client it is your job to help identify resources and 
opportunities. If they mention the SPDAT – inform them we are no 
longer utilizing this assessment and are utilizing the NSQ. Please 
refer to the Needs & Services Information booklet for any further 
questions.  

http://calgaryhomeless.com/content/uploads/
NeedsServicesQuestionnaire_Info_Booklet.pdf

If the client is in crisis you may need to work on a crisis plan such 
as accessing the 211 system, SORCe mental health clinician, DOAP 
team or CPS.

Use some of exploratory questions the first time you meet with the 
client to understand their situation. Search for an existing HMIS 
client file, if one does not exist start an HMIS file and identify at least 
one action item or solution for barriers identified by the client based 
on the exploratory questions.

You can proceed to the Housing Plan if there is time or ask them to 
come back another day after they have completed their action item.

Locate and negotiate potential resources. Spend time on warm 
transitions and referrals – make the calls with them. 

Keep accurate and timely case notes in HMIS indicating action items 
to be follow-up on and be sure to update the Housing Plan.

Every time you meet with a client, identify a strength in their life.

Always leave the client with one step they can follow-through with 
independently.

Source: Calgary Homeless Foundation, Calgary, Alberta



CAA HOUSING PLAN STRATEGY
Version 2.0 | January 2019

CAA HOUSING PLAN STRATEGY | Version 2.0 | January 2019 4

EXPLORATORY QUESTIONS

Question Answer Problem Solve Actions

Why are you seeking help 
with housing?

What resources or referrals can be 
provided to assist with the need?

What brought you here 
today?

Where are you from?

Do you have any family 
or friends that you would 
be able to stay with, even 
as a short-term option?

Can we try to reconnect with them? Do 
you have a name - Google the person and 
send a message. Try to call them, together.

What services have you 
tried already, or in the 
past?

Can we try to reconnect with them? Do 
you have a name or a worker?

How did that work for 
you?

What have you 
considered doing to help 
your housing situation?

What type of assistance can you offer with 
this plan?

What is stopping you 
from the above plan - 
even for the short term 
while other options can 
be explored?

What type of assistance can you offer with 
this plan?

Housing Search

What would you identify 
are your primary barriers 
to obtaining housing at 
this time?

Explore - what other barriers are 
preventing the individual from obtaining 
or maintaining housing at this time, and 
what referrals or supports can we put in 
place to address those barriers?

NOTES:
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MY HOUSING PLAN

Today I met with (name of worker):

Contact Information:

Date (MM/DD/YY): Follow-up Date (MM/DD/YY):

Staff are responsible for:

My goals are: My biggest strength right now is:

My action steps are: How will I do it?

Additional Resources:

1.

2.

3.
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Active Listening:
“W

hat I’m
 hearing you say is…

”

“So, it sounds im
portant to you that…

”

“It sounds like you’d like to prioritize…
”

Providing O
ptions:

“Let m
e tell you about the different options w

e m
ay have to choose 

from
 and then w

e can figure out together w
hat m

ight be best.”

“M
any people assum

e they have to leave their hom
es in order to be 

safe, but w
e m

ay be able to help pay for som
e things that w

ould allow
 

you to stay in your hom
e, if you’d like to consider that…

”

Dem
onstrating Em

pathy:
“I’m

 so sorry this is happening to you…
”

“I know
 this is extrem

ely difficult for you…
”

“Everyone is different and has their ow
n 

issues and concerns. Som
e people have 

crim
inal records, or are dealing w

ith drugs 
or alcohol, or have fam

ily issues that im
pact 

their safety and housing…
I w

ant you to feel 
like you can talk to m

e and tell m
e w

hat is 
going on for you that w

ould help m
e help 

you get safely and stably housed.”

Negotiating O
ptions:

“I really w
ish w

e had a housing voucher to give you. Since w
e don’t, 

w
hat do you think about…

?”

“The shelter is full right now, but I m
ight be able to locate a hotel 

voucher. D
o you think that w

ould be a good im
m

ediate option right 
now

? D
o you have a fam

ily m
em

ber or friend that w
ould be a better 

option?”

Redirecting Conversation:
“I know

 that’s a really im
portant concern of yours and I’d like to com

e 
back to it, but right now

 I’d like to m
ake sure w

e’re focused on getting 
you into housing. Is it okay if w

e go back to…
.?”

“M
m

hm
m

, okay…
.and can I now

 ask you about…
?”

Brief and Focused Conversations to Determ
ine Housing Needs

Key Questions and Phrases 

Coordinated Entry & Dom
estic/Sexual Violence Special Series
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Adopting Housing Problem-Solving Approaches 

with Prevention, Diversion, and Rapid Exit Strategies 

Home, Together, the federal strategic plan to prevent and end homelessness in America, recognizes that to end 

homelessness, every community must have in place a systemic response that ensures that homelessness is a rare, 

brief, and one-time experience. Using a housing problem-solving approach can prevent homelessness and help 

people exit homelessness more quickly.     

Adopting a housing problem-solving approach means helping households use their strengths, support networks, 

and community resources to find housing. It should be attempted with virtually everyone interacting with the 

homelessness services system, often more than once.  

Housing problem-solving is not a new project type or component, and it typically does not operate as a 

standalone program. Instead, housing problem-solving techniques are used within existing programs across the 

entire homelessness services system.   

Housing problem-solving approaches support the effective implementation of homelessness prevention, 

diversion, and rapid exit strategies – strategies that should be a part of every coordinated entry process and are 

offered as potential housing pathways for all populations.   

Adopting a housing problem-solving approach across your system utilizes potentially untapped resources and may 

significantly improve communities’ system performance measures. Housing problem-solving can reduce lengths of 

time homeless, numbers of households experiencing first-time homelessness, and the share of households 

returning to homelessness.   

Housing Problem-Solving: The Practice   

Housing problem-solving starts with conversations intended to:   

1. Identify the household’s strengths and existing support networks;   

2. Explore safe housing options outside the homelessness services system, even if temporary when a part of a 

diversion or rapid-exit intervention; and   

3. Connect the household to community supports and services.   

Effective housing problem-solving involves much more than simply asking a prescribed set of questions. It is 

carried out by skilled, trained, and flexible staff who engage in open-ended, exploratory conversations to 

understand a household’s strengths and existing support networks. These staff members use empathy, active 
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listening, conflict resolution, and mediation skills, and draw on their understanding of and access to community-

based resources.   

Housing problem-solving explores options that the household may not have been able to identify or felt 

comfortable enough to explore on their own. After identifying options, staff members determine what other 

types of services or supports may be necessary to make the identified option a reality.   

Sometimes the solutions are as simple as mediating a conflict with a family member or connecting a household to 

community resources like health, social services, and employment. At other times, the solution might include one-

time financial assistance. Since financial assistance isn’t always necessary, communities can implement housing 

problem-solving regardless of whether financial assistance is available. Of course, there may also be instances 

when ongoing follow up is necessary to provide continued support to families as they work through conflict or 

other challenges.  

Below are examples of services and financial assistance, depending on the funding support that may be available, 

that can be provided as part of a housing problem-solving approach:  

Services could include:  

• Strengths-based case management  
• Conflict resolution  
• Housing search   
• Landlord-tenant mediation  
• Connection to mainstream resources  
• Family mediation   
• Tenant legal services  
• Credit repair   

Financial assistance might be used for:  

• Rental application fees  

• Security or utility deposits   
• Utility or rental arrears   
• Moving costs  

• Bus, train, or airplane tickets to help facilitate return to family  
• Food assistance  

• Car repairs, bus passes, gas, vehicle repairs, and other expenses for job-related transportation  
• Costs associated with obtaining identification documents   

• Employment supplies, like uniforms, work boots, or cell phones  

• Employment-related training certifications  

Conclusion  

As communities implement multiple strategies to prevent and end homelessness, adopting a housing problem-

solving approach across the system will better serve households experiencing or at risk of homelessness. Calling 

upon natural support systems, mainstream resources, and limited financial assistance, skilled staff can help a 

household avoid homelessness altogether or help them exit to housing rapidly and retain stable housing.   


